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“Trust Me, ’m a Doctor”
The Old Roles and Economics

“The social obligation for best
practice Is part of the
commodity the physician
sells, even though it is a part
that Is not subject to thorough
Inspection by the buyer.”

— Kenneth Arrow, PhD, Economist
(1963)
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New Rules
Beyond IOM’s “Respect” and “Respond”

Governance-level requirements integrated into
practice by leadership and management.

Clinical-level requirements care that incorporate

the values of transparency, individualization,

recognition, respect, dignity and choice

= Ability to report metrics related to patient-centered
care.

Individual level patient-clinician interactions

promoting patient engagement

Source: HQA analysis of CMS MSSP final rule, 2011
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How to Make a Concept Concrete
(Everything clear?)

idual’s care
Practice improvement
Policy

Informed, actively
involved,
participating patient
and family

Accessible, well-
organized, responsive
health care system

Patient-and
family-centered,
communicative
team

-
Costs of Health Patient

care outcomes experiences

Figure 1. Logic Model for Conceptualizing the Impact of Patient Engagement
(Adapted From Epstein and Street, 2008}
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The Key: Redefine the Relationship

= Ethical (The Patient)

= |ndividual rights, autonomy.

= Economic (The Consumer)
= Buying power, choice e
~ MEDICAL
CONSUMER

= Clinical (The Partner)

= |ndividual experience as clinical
Input, legitimate outcome
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Ethics: The Essence
From Civil Rights to Patients’ Rights

“Respect for the patient's values, preferences
and expressed needs.”

— Picker Institute

“Nothing about me without me.”
— Salzburg Conference
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Easier Said Than Done
Patients and Clinicians Face Barriers

"Whon we want your opinion,
we'll give It to you.™
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Would Ask Would Discuss Would Express
Questions Preferences Disagreement, If Felt

Source: Arch Intern Med. 2012
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Communication is Difficuit
(Even without that 18-second-interruption

TAKE CHARGE OF YOUR CARE.

GETTING THE MOST OUT OF A VISIT TO THE DOCTOR'S OFFICE.

Take a frend, sonecos who will belp you
remember mportant information.

Educate yourse . Seck trustworthy inkoenation
about illnesses or conditions that aflect you.

Be up-front. Tedl your clootors everything, or they
night miss sonething inpodart.

You hawe to ask in orcer to recee. If you wart
mswers, you hove to azk questions.

bedierws it the o you knoe, the hesthisr you will be.
HATKINAL HEALTH OOUNCIL

e cormes: from & refable
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[nited Health Foundation
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Successful Communication is a Skill

“Although infrastructure can help facilitate the delivery of
patient-centered care, ultimately such care is characterized by
continuous healing relationships, shared understanding,
emotional support [and] trust... Communication skills are a

fundamental component.”
— Levinson, Lesser and Epstein

Source: Health Affairs 2010. 29(7)
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Consumerism: Buying In
The 3 Rules of J.D. Power Il

. People are desperate
for information

. People are competent
to make decisions

. People can recognize
good and bad care
and service

Source: J.D. Power lll, World Health Congress, DC, 2004
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Part of Broader Business Trends

“Delivering affordable goods and services with
enough variety and customization that nearly
everyone finds exactly what they want.”

— B. Joseph Pine I, Mass Customization

“Customers value experiences much more than
they do rapidly commoditizing goods and
services. The key to an experience Is engaging
people...where they are actively involved in the
experience.”

— B. Joseph Pine Il and James T. Gilmore,
The Experience Economy
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Crowdsourced Consumers Get It Right

“‘Ratings posted on [Yelp] may be capturing experiences similar to those
driving the more systematically collected HCAHPS ratings. Improvements
In either patient experience measure may be associated with
Improvements in patient outcomes.” — BMJ Quality and Safety, 2012

i Dan E.
an was born free, but everywhere he is in chains.
hicago, IL

After not being hap how we were treated, we transferred my elderly mother here from another hospital in the
area. The difference was night and day.

The problem with the other hospital was a total lack of communication. The PC doctor assigned to her could not
could explain in layman's terms what was going on and was totally unaware of the tests she had and the results.
Plus there also was a language problem with the doctor. Amazing.

My mother had a rare condition (250 cases per year in the US). After languishing in the other hospital for two weeks,
they diagnosed it here and had her outin three days.

The doctors were amazing. First of all they were accessible and spent time with you. They operate in teams. Since it
i5 a teaching hospital, anytime we had a meeting on her condition there were at least 3 or 4 doctors and interns

present. (Just like House but without the d ). There are always residents readily available who go out of their 1. Doctors always communicated well
way to explain things or to find things out for you if they don't know it.

The University Of Chicago Medical Center

Average for the state of lllinois

Mational average of hospitals submitting data

« 300 or More completed surveys.
« Survey Response Rate: 26%.

Health Quality Advisors LLC



Dollars, Data and Decisions
$237m in “consumerism?” deals in 2012

Castlight Drives Unmatched Value

;

Engagement »
WCASTLIGHT

Honeywell 61%
esults — 2 months after launch of icore e

Sources: Rock Health,
Castlight Health, CIGNA
12

Health Quality Advisors LLC



Clinical Partnership
No more “caring custody”

“Clinicians supply information and advice based on their
scientific expertise....Patients, their families and other
caregivers bring personal knowledge regarding...the
patient’s circumstances and preferences. Information from

both sources is needed to select the right care option.”
— Institute of Medicine, 2012
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Ethics plus Consumerism=Value

Patients Who Are More Actively Engaged
iIn Their Care Have Lower Costs
Than Patients Who Are Less Engaged

Predicted per capita billed costs in dollars, January—=June 2011,
by patient activation method (PAM) level

$1,000
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$600
$400
$200

$0

P

Level 1 Level 2 Level 3 Level 4
(lowest) (highest)

Maotes: Inpatient and pharmacy costs not included. Dollar amounts are adjusted for
differences in disease severity and demographics.

Source: Adapted from J. H. Hibbard, .J. Greene, and V. Overton, “Patients with Lower
Activation Associated with Higher Costs; Delivery Systems Should Know Their Patients’
‘Scores,”™ Health Affairs, Feb. 2013 32(2):216-22.




eHealth Disruption

Industrial Age
Info was:

Scarce
Expensive

Institutionally
oriented

Designed for
consumption

Source: Pew Internet Project

Information Age
Info is:

Abundant
Cheap

Personally
oriented

Designed for
participation
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We can wait for you...

Access To Or Use Of Patient Support Tools

Among All Physicians
Email and Consumer Online Content/Access Most Prevalent

m Total mPCP = Surgical specialist mNon-surgical specialist m Other
Communicate with consumers using |
email/text

Direct consumers to online health care
content

Online consumer visit scheduling/test
result access

Online consumer Rx refills

Telemedicine used for follow-up or
diagnosic visits with consumers

Mobile consumers visit scheduling, results,

and medical records, or payment-making |

" " . 5 1 8% 90

Online prices for routine transactions for 2%
4N 4%

consumers
1 1%

Source: Physician adoption of health information technology: Implications for medical practice

THINK-Health leaders and business partners, Deloitte Center for Health Solutions, May 2013
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-..0r partner with you...

9
virtuwell

i

il

ittt

Source: HealthPartners, Minneapolis
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-..0r do it without you.

Symptom Checker &

Medicine

X

Tests & Procedures Local Health Listings

Y. +

Medical Terms First Ald information

Guidance. Knowledge. Support.
From the most trusted brand in health information.

Source: WebMD, Sept., 2013
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With you...

Amenican CoLLEGE OF SURGEONS
Tnep wimg Cualiry Hoghaest S4andarin. Bocins Onssccumes

Surgical Risk
Calculator

Enter Patient and Surgical Information

@ Procedure

Begin by entering the procedure name or CPT code. One or more procedures will appear below
the procedure box. You will need to click on the desired procedure to properly select it. You
may also search using two words (or two partial words) by placing a '+’ in between, for
example: “cholecystectomy+cholangiography”

Reset All Selections

Please enter as much of the following information as you can to receive the best risk estimates.
A rough estimate will still be generated if you cannot provide all of the information below.

Age Group | Under 65 years % | Diabetes

Hypertension requiring @

Sex | Female medication —

Functional status @ | Independent Previous cardiac event

Congestive heart failure in 30

Emergencycase @ (Nows days prior to surgery

ASA class k_i) | I - Healthy patient s
Wound class (2) | Clean Dyspnea ()

Steroid use for chronic condition Current smoker within 1 year (

Ascites within 30 days prior to @
surgery
Systemic sepsis within 48 hours
prior to surgery @ ! Dialysis

History of severe COPD

Acute Renal Failure

Health Quality Advisors LLC
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-=-0F Without you.

By Al Shaw | Wei and Amanda Zamora, ProPublica
April 22, 2013

HeartSaver is an experiment in news game design, built in two days for the April 2013 GEN Editors' Lab Hackathon. Related St:
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HeartSaver: An Experimental News Game
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User-Generated Clinical Knowledge
On our own or...

41 Patients

Home = Find F

= Quick searches o LI How do you find patients like you?

: Take a quick tour »
MNewest patients

3 Star patients

Showing 1 to 15 of 17,931 public patients
Filter patients by

Age a: 209,750 members have decided to share their profiles only with other members of PatientsLikeMe.
10 20 30 40 50 &0 70 80

Gender Any | Male [ Female Sort patients by: | Last update

Status Conditions
Stars An A Y
¥ W W W
MS: 53 yrs shep0454 ) MS.. ¥ Show 6 more
N Interested in Advocacy, Faith, and LGBTQ Issues
Treatment

i @ FM:13y Dx ; X ) _ Fibromyalgia » Show 4 maore

Symptam i w CFS: 7y
F&6y

Interests | Any

@ FM:1y Dx whatacall Fibromyalgia  Show 26 more

Filter b ur conditions Fiud . . . .
L Interested in Advocacy, Alternative Medicine, Faith, and Research

Condition [W] F52y

Other fw vl |

Condition
HIV 16 yrs

") eurekaguy HIV.. ¥ Show 1 more

» Additional filters GAD.. ¥ Show 20 more

Source:; PatientsLikeMe
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---asS a chance for shared knowledge.

PerformTek iriver ON

The long wait for Best Buy-backed Valencell to launch its earbud-embedded biometric sensing
technology is almost over: The mobile fitness tech company announced a partnership with South
Korean audio company iriver to create the iriver ON, a Bluetooth headset integrated with Valencell's
PerformTek biometric sensors. The device will measure heart rate, distance, and speed while resting
in the user’s ears like typical earbuds.

Source: MobiHealthNews, 2013
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The OpenNotes Partnership Model
“Engaged, Empowered, Equipped,
Enabled”

WHEN PATIENTS WERE GIVEN ACCESS TO NOTES:

m 82% of patients opened at least one of their notes

m 1-8% of patients across reported the notes caused confusion,
worry or offense

m 20-42% shared notes with others

AS A RESULT:

m /0-72% of patients reported taking better care of themselves

m /7-85% reported better understanding of their health and
medical conditions

m 76-84% reported remembering the plan for their care better

Source: Delbanco et al. Ann Int Med 2012
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“Human connections are as
important as data connections”

Connected /i:: . B Connected Health
Hospital (5= & ¥ Information
R Exchanges

Connected;' , o e &) “ N Connected Life
Health . 3 "% MR Sciences and

Authorities i1 " | | /A i ) — i Research

Connected Connected
Patient._ Clinician

o em | ! . Connected
Connected % ——

] Funder
Public Health or Payer

Source: Danny Sands, MD

Health Quality Advisors LLC
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God is in the Details
“Respect” and “Respond” Defined

= Evaluate health needs, such as race, gender,
sexual orientation, disability and income status.

= Engage in shared decision-making, including
tools allowing patients to assess merits of
treatment options in context of their “values and

convictions.”

= Coordinate care, including identifying high-risk
Individuals and tailoring care plans to health and
psychosocial needs
* Track patients’ self-reported physical/mental health

Source: HQA analysis of CMS MSSP final rule, 2011
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A Few Bumps on the Way

T 20 bt g PREE SRS DATT I LAFERIL realrid

e R R
ACCORDING 7O MEDWEB. CON,

~ | YOU SHOULD BE MAKIVG AN
: LINCISION ABOVIE THE 774420 RIB,

Jerry to “Ipaw] e s s am
ows the self-diagnosis coming?
double-check the doctors’ every move. f & ¢ 4
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Disruptive Innovation Disrupts

= “Who measures, matters”
= Patient-driven/patient-centric quality measures
= Peer assessment

= Payer-driven measures
= Regulators, accreditors, lawyers, entrepreneurs

= “Power shifts”
= Physician-patient partnering: “new
professionalism”
= Hospital-physician partnering: “a capital idea”
= Hospital not necessarily the center of patient-
centeredness
= Analytics elevated and valued

= Teamwork trumps individualism (mostly) 27
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More Uncertainty

= |nformation overload
= |nformation-management expertise and resources?
= How are choices framed?

= Negotiating a new relationship

= Can we have high tech and high touch?
= Who's ready for interdependence?
= On grid: meet off-grid
= “Nothing about me without me” means what?
= Populations versus individuals
= Good and bad choices and bearing the consequences

28
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New Means, Traditional Values

“Each patient carries his own doctor inside him.
They come to us not knowing that truth. We are
at our best when we give the doctor who resides
within each patient a chance to go to work.”

— Albert Schweitzer, MD

29
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To download the white paper, Building Patient-
Centeredness in the Real World: The Engaged Patient
and the Accountable Care Organization, go to:
http://bit.ly/KC7K4L

Contact:
Michael L. Millenson

President, Health Quality Advisors LLC and
The Mervin Shalowitz, MD Visiting Scholar

Kellogg School of Management, Northwestern
University

Tel: (312) 952-1075
mm@ healthqualityadvisors.com
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